DOCKET FILE COPY ORIGINAL

Lountsiana Public Service Comunission

POST OFFICE BOX 91154
BATON ROUGE, LOLISIANA 70821-9154

COMMISSIONERS Tefephinge: 225/342-9888

v A "Jay” Blossman, Chairman
I nstrict |

Frima Muse Dixon, Viee Chair
Dyistrict TH

L. Dale Sittig
District 1V

frovmy Field
iMstrict il

Foster 1 Camphbell
District v

June 25, 2003

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW

Room TW-A325

Washington, DC 20544

Ms. Erica Myers

Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12" Strect, SW

Room 6-A432

Washington DC 20544

RECEIVED & INSPECTED

JUN 9 6 2003
FCC - MAILROOM.

ILAWRENCE C. 5T. BLANC
Secretary

(MRS.) VON M. MEADOR
Deputy Undersccretary

LVE KAHAO GONZALEZ
General Counsel

RE: TRS Consumer Complaint Log Summaries for June 1, 2002 through

May 31, 2003Docket # 98-67

Dear Ms. Dortch and Ms. Myers:

The Louisiana Relay Administration Board (RAB) respectfully submits the enclosed complaint
log alleging a violation of federal minimum standards as it relates to the provisioning of
Telecommunications Relay Service. Hamilton Relay, with corporate offices located at 1001 12
Strect, Aurora, NE 08818, is under contract with the Louisiana Relay Administration Board to

provide Telecommunications Relay Service.

Hamilton tracks all complaints and all other customer service activity for the RAB. The RAB’s
complaint summary is associated with the following database categorigs:

Ring No Answer | o O -f[

Busy Signal/Blockage .
Relay Not Available 24 hours a day e R
CA Typing Speed S e

A Century of Public Seveice



o CA Typing

e CA Hung up on the Caller

Failed to use recording feature to record answering machines, interactive response
recordings, eltc.

Failed to follow proper Emergency Call Handling Procedures

Failed to offer or use proper Speech to Speech Call Handling Procedures
Failed to offer or use proper Spanish to Spanish Call Handling Procedures
VCO Break-Down

HCO Break-Down

STS Break-Down

711 Problems

ASCI1/Baudot Break-Down

Line Disconnected

o Confidentiality Breech

e Replaced CA improperly in the middle of a call

e Carrier of Choice not Available/Other Equal Access problems

» Did not supply information on how to file a complaint with the FCC

Hamilton processes any complaint, which originates via e-mail, fax, telephone, regular mail, outreach
events, at the workstation, etc. Hamilton normally provides a resolution to all complaints within 72
hours. The complaints enclosed are resolved.

Please feel free to contact me at 800-256-2397 or Dixie Ziegler with Hamilton Relay at 800-618-
4781 V/TTY with any guestions regarding the above.

With kindest personal regards, 1 remain
Sincerely,

Vs Qo Ll

Vanessa Caston LaFleur, Esq.
Louisiana Relay Administration Board



Louisiana Complaint Report
5/31/03

6/1/02 1o

JUN 2 6 2003
FCC - MAILROOM

Service Complaints--CA Hung
Up on Caller

taquire Date 6/4/02
Record 11 6626

Call Taken By Lead C4
CA Number 1247F
Responded By Derek
Response Date 6/4/02
Resolution 6/4/02

Customuer called 1o report that the CA hung up on the Customer.

Customer Service apologized 1or the inconvenience and advised the Customer that the matier
would be nvestigated. Customer Service offered a follow up call, which the caller declined

I'he CA explained that the call connected in voice mode. but there was no response. The CA
then attempied o connect in alternative modes (VCO. HCO. TTY) but received no response
from the lext user. The TTY vser then hung up. which was verified at the workstation by the
supcrvisor on duty. In addition, the CA was counseled 1o ensure all procedures were followed.

Service Complaints--CA Hung
Up on Caller

Inguire Date 6/11/02
Record 1D 6638

Call Tuken By Supervisor
CA Number 1H99F
Responded By Fredie
Response Dare 6/11/02
Resolution 6/12/02

Customier called o report that CA hung up on the Customer. The Custemer also reported that
it 1ook too long for the CA 1o answer when she mitially called into the relay. The Customer
declined a follow-up call

The CA explained that the call connected in TTY mode, but there was no response. The CA
waited 30 seconds then sent the greeting again. with sull no response from the TTY user. The
CA then attempted to connect v alternative modes (VCO, HCO, Voice). The CA raised her
Mlag tor a supervisor but the caller hung up, which was verified al the workstation by the
supervisor on duty at the nme of the disconnect. In addition, the CA was counseled to ensure
all procedures werce lollowed.

On 6711705 - LRS was in compliance with the FCC rule that states 85 percent of all relay calls
must be answered within ten seconds. {98% of all calls were answered within ten seconds on
this day )

Service Complaints—CA Hung
Up on Caller

Inquire Dafe 8/13/02
Record 1D 6868

Call Tuken By Supervisor
CA Number 1190 F
Responded By Sheryl
Response Date 8/13/02
Resolution 871402

Customer called to repon that the CA disconnected the Customer. The Customer stated that
the CA quit responding afler giving the CA the area code.

Customer Service apologized for the imconvenience and assured the Customer that the matter
would be investigated.

It was determined by the supervisor, who was relaying the call, that the keyboard was not
warking properly. The workstation had to be restarted, resalting in the call being

disconnecied.

Customer Service atempted to return a call 1o the Customer: however. the number had been
entporarily disconnected.

Service Complaints—-CA Hung
Lip ont Caller

Inquire Date 871542

Record ID 6883

Call Taken By Castomer Service
Mur

CA Number 1122 MT
Resporded By Henry

Response Date 8/15/02
Resolution 8/30/02

Customer called 1o report that the CA disconnected the person he was calling.

Customer Service informed the Customer that the incident would be investigated. [ was
determined there were no calls from this origmating telephone number on the day in quextion.
Records from the day belore and the day afler were checked as well. No calls from that
number were found

Customer Serviee contacted the Customer and explained thal there were no records. Since the
call was coming from an office. there might he several ditferent telephone numbers. He slated
thal he would get the numbers for the office and call Customer Service again. The Customer
did not call back.

RECEIVED & INSPECTED |



Service Complaint--CA4 Hung
Up on Caller

Tnquire Date 92902
Record 1D 7040

Cull Taken By Lead €A
CA Number 1106
Responded By Chris
Response Date 929402
Resolution ¥/29/02

Customer called 1o report that the CA disconnected the voice person and did not relay the Jast
message., as requested.

Customer Service apologized (o the Customer and explained that the CA had accidentally sent
the wrong hot key. The voice person was actually not disconnected as the CA had indicated.

The Customer's message was lefl as requested.

The Customer was satisified with the information given,

Service Complaints--CA Hung
Up on Caller

Inguire Date 12/12/02
Record 1D 7244

Call Taken By Lead C4
CA Number 1169
Responded By Deborah
Response PDate 12/12/02
Resolution 12/12/02

Customer reported that the CA had disconnected her call after she asked the CA to dial a
number from her speed dial list. She stared that the CA kept asking her to repeat. She asked
the CA 1o wait bur the CA sent "Thank you bye CA XXXX SK" and disconnected.

Customer Service apologized {or the inconvenience and assurcd the Customer thar the incident
wauld be invesligated.

Fhe CA explained that she prompted the user for another call but there was no respensc.  The
CA sent the proper hot key and disconnected the call when there was stitl no response. which
was verified at the workstation by a supervisor on duty. The CA was counseled (o ensure that
all procedures were lollowed.

The Assistant Operations Manager returned the Customer's call on 12/12/02. The Customer
stated that she has trouble understanding the mechanics of a VCO call but will continue 10 use
the relay. The Cusiomer was offered a home visit but declined. The Customer was satisfied
with the information given.

Service Complainis--CA Hung
Lp on Caller

Inguire Date 122702
Record 1D 7273

Call Taken By

Cd Number 1187 M
Responded By Mutrika
Response Dare 12/27/02
Resolurion 12/29/02

Customer called 10 report that the CA had disconnected him.

The Customer Service Representative apologized for the inconvenience and assured the
Customer that the incident would be investigated.

The CA cxplained that the voice user hung up on the caller. The CA sent the proper hot key to
inform the user. T'he Customer became angry and hung up, which was venified at the
workstation by a supervisor on duty. The CA was counseled to ensure that all procedures were
followed

Service Complaints—~CA Hung
Up on Caller

Inquire Date 1/5/03
Record ID 7283

Call Taken By Supervisor
CA Number 1292
Rusponded By Donte
Response Date 176703
Resolution 1/7/03

Ihe Customer called 1o report that the CA disconnected after 10 rings and did not wait for the
catler's imstructions. The Customer said that the CA apologized for hanging up premaiturely.
The CA redialed and the number was busy

e Customer Service Representative apologized for the inconvenience and informed the
Customer that the CA would be counscled. The Customer did not request a tollow up call.

The CA explained thut the Customer instructed lim (o hang up when there was no answer.
The CA also explamned that afler the Customer complained. he redialed the number but it was
husy. He swid he apologized 1o the Customer.

I'he CA was counseled by a supervisor 1o ensure that all procedures were followed.




Louisiana Complaint Report

6/1/02 o 5731703

Service Complaints--CA Hung
Up on Caller

{ngquire Date 6/4/02
Record 1D 6626

Call Tuken By Lead €A
CA Number 1247F
Respanded By Derch
Response Pare 6/4/6G2
Resolution 6/4/02

Customer called to report that the CA hung up on the Customer.

Customer Service apologized for the inconvenience and advised the Customer that the matrer
would be investgated. Customer Service otfered a follow up call, which the caller declined.

The CA explained that the call connected in voice mode. but there was no iesponse. The CA
then attempled 1o conneel in alternative modes (VCO. HCO. T'1'Y) but received no responsc
from the textuser. The TTY user then hung up. which was verified at the workstation by the
supervisor on duty. In addinon, the CA was counseled (o ensure all procedures were tollowed.

Service Complaints--CA Hung
Up on Caller

Inguire Dare 611402
Record 1D 6658

Call Taken By Supervisor
CA Number [199F
Responded By Fredie
Response Dare 671102
Resoluiion 6/12/02

Customer called to report that CA hung up on the Customer. The Customer also reported that
it look too long for the CA o answer when she imitially called into the relay. The Customer
declined a follow-up call.

The CA cxplamned that the call connected in TTY mode, but there was no response. The CA
waited 30 sceonds then sent the greeting again, with still no response from the TTY user The
CA then attempied to connect in alternative modes (VCO, HCO, Voice). The CA raised her
flag Tor a supervisor but the cafler hung up. which was verified at the workstation by the
supervisor on duty at the time of the disconnect. In addition, the CA was counseled to ensure
all procedures were followed.

On 6/11:03  LRS was in comphance with the FCC rule thal siates 85 percent of all relay calls
must be answered within ten seconds. {98% of all calls were answered within len seconds on

this day )

Service Complaints--CA Hunyg
Up on Caller

Inguire Date 8/13/02
Record 1D 6868

Cull Tuken By Supervisor
CA Number 1190 F
Responded By Shervl
Response Dute 8/13/02
Resolution 8/14702

Customer called to report that the CA disconnected the Customer. The Customer stated that
the CA guit responding after giving the CA the area code.

Customer dervice apologized for the inconvenience and assured the Customer that the matter
would be investizated.

It was determined by the supervisor. who was relaying the call, that the keyboard was nol
working properly. The workstation had (o be restarted, resulting in the call being
disconnected.

Customer Service attempted o return a call o the Customer; howcever, the number had been
temporandy disconnecied.

Service Complainis--C4 Hung
Lpon Caller

Inguire Date 8715/02

Record 1D 6883

Call Taken By Customer Service
Myr

CA Neumber 122 MT
Responded By Henry

Response Dare 8/15/62
Kesolution 8730702

Customer called o reporl that the CA disconnected the person he was calling.

Custemer Service inlormed the Customer that the incident would be nvestigated. It was
determined there were no calls from this originating relephone number on the day n question
Records from the day before and the day afier were checked as well. No calls from that
number were found.

Customer Service contacted the Customer and explained that there were no records. Since the
call was coming from an office. there might be scveral different telephone numbers He siated
that he would get the numbers for the office and call Customer Service again. [he Customer
did nat call back. )

Louisinna Complaint Repori
June I, 2002 — May 31, 2003
Page I of 9



Service Complainiy--CA Hung
Up on Caller

Inguire Date 92902
Record 1D 7040

Cull Taken By Lead CA
CA Number 1106
Responded By Chris
Response Date 92902
Resolution 9/29/02

Customer called 1o repert that the CA disconnected the veice persen and did not relay the last
Message. as regliested.

Customer Service apologized to the Customer and explained that the CA had accidentally sen
the wrong hot key. The voice person was actually not disconnected as the CA had indicated.

The Customer’s message was lefi as requested.

he Customer was satisitied with the information given.

Service Complaints--CA Hung
Upon Caller

Inguire Date 12/12/02
Record 1D 7244

Cull Taken By Lead CA
CA Number 17169
Responded By Deborah
Response Date 12/12/602
Resofution 12/12/402

Customer reported that the CA had disconnected her call after she asked the CA 10 dial o
number Irom her speed dial l1sl. She stated that the CA kept asking her to repeat. She asked
the CA 10 wair but the CA senl "Thank you bye CA XXXX SK" and disconnected.

Customer Service apologized {or the inconvenience and assured the Customer that the incident
would be investigated.

The CA explained that she prompted the user for another call but there was no response. The
CA sent the proper hot key and disconnected the call when there was still no response, which
was verificd at the workstation by a supervisor on duly. The CA was counseled to ensure that
all procedures were tollowed.

The Assistant Operations Manager returned the Customer's call on 12/12/02. The Customer
stated that she has trouble understanding the mechanics of a VCO call but will continue 10 use
the relay. The Customer was offered @ home visit but declined. The Customer was satisficd
with the information given.

Service Complaints—CA Hung
Up on Caller

Inguire Date 12/27/02
Record ID 7273

Cull Taken By

CA Number 1187 M
Responded By Matrika
Response Datwe 12/27/02
Resolution 12/29/02

Customer called 10 report that the CA had disconnected him.

The Customer Scrvice Representative apologized for the inconvenicence and assured the
Customer that the incident would be investigated.

The CA explained that rhe voice user hung up on the caller. The CA sent the proper hot key 1o
inform the user. The Customer became angry and hung up. which was verified at the
workstation by a supervisor on duty. The CA was counseled to ensure that all procedures were
followed

Service Complaints-—-CA Hung
Up on Caller

Inguive Date 1/5/03
Record 1D 7283

Call Taken By Supervisor
Cot Number 1292
Responded By Donte
Response Date 176403
Resolution 17703

The Customer called 10 report that the CA disconnected after 10 rings and did not wait for the
caller's mstructnions. The Customer said that the CA apologized for hanging up prematurcly.
The CA redialed and the number was busy

The Customer Scrvice Representative apologized for the inconvenience and informed the
Customer that the CA would be counseled. The Customer did not request a follow up call.

The CA explained thar the Customer instructed him to hang up when there was ne answer.
Fhe CA also explained that alter the Customer complained. he redialed the number but i1 was
busy. He said he apologized to the Customer.

Fhe CA was counseled by a supervisor ro ensure that all procedures were followedl.

Louisiana Complaint Report
June 1, 2002 — May 31, 2003
Page 2 of Y



Service Complaints--CA Hung
Lp on Caller

Inguire Dare 221703

Record T 7410

Call Tuken By Customer Service
Rep

CA Number 6740F

Responded By Muaika
Response Date 2/21/03
Resolution 2/22/03

Customer reported that the CA was slow replying and disconnected the line.

Customer Service apologized for the inconvenience and assured the Customer that the CA
would be counseled

The CA explamed thai the voice user was not respending so she informed the TTY wser that
there was no response from the voice person. The voice party finally responded and asked the
CA 10 hold.

The CA further explasned thal throughout the conversation the TTY user refused (o wut for
the GA and eventally hune up on the voice party. The CA said that she informed the voice

party that the TTY user was no longer on the hine and then ended the call.

The CA was counseled by a supervisor 1o ensure that all procedures were followed on this call.

Service Complainis—-CA Typing

Inquire Duare 7/29/02
Record 1D 6823

Call Tuken By Lead CA
CA Number 118]
Responded By Shawntell
Response Date 7/29/02
Resolution 7/29/02

A VOO user was upsel because the CA was typing too fasi and using question marks. The CA
wasx unable 1o understand the voice pary.

This was an NE/NI call so the CA requested a supervisor to assist with the call. The
supervisor attempied 10 explain the call procedures regarding NE/NI. but the caller was still
upsel. The proper procedures were explained to the Customer including that the Customer
needs to ask the voice party to repeat what they had said during an NE/NI call as the relay
remams completely mvisible.

CA LI81 hax a typing speed of 86 wpm with 96% accuracy.

Service Complaints--CA Typing

Inguire Date 12/2/02

Record 1D 7220

Cull Taken By Customer Service
Myr

CA Number 1279 F

Responded By Amy

Response Dure 12/2/02
Resolution 12/30/02

The Customer complained that the CA had poor typing.

The Program Manager responded by email to the Customer and informed the Cuslomer that
the CA would be counseled.

The CA was counseled by her supervisor and will continue 10 be monitored by Quality
Assurance. Inchecking the CA's typing scores it was found that the CA has a a typing speed

of 65 WPM with 95%, accuracy.

Phe Customer was sattshed with the outcome.

Service Complainits--
Ringing/No Answer

Inguire Date 6/24/02
Record 1D 6721

Call Taken By Lead CA
CA Number

Responded By Derch
Response Date 6/24/02
Resolution 6/24/4)2

Customer calied 10 imquire why the relay was not answering. The Customer stated the relay
number just rang and no one answered.

Customer Service apologized and explained 1o the Customer that the relay was experiencing
high call volumes at that time and suggested thal the Customer stay on the line for the next
avaitable CA. The Customer understood.

On 6:24:02 - LRS was m compliance with the FCC rule that stares 85 percent of all relay valls
must be answered within ten sceconds. (93% of calls were answered within 10 seconds on thix

day.)

Louistana Complaint Report
June I, 2002 - May 31, 2003
Page 3 of 9



Service Complainis--
Ringing/No Answer

Inguire Date 8/23/02

Record 1D 6923

Call Taken By Customer Service
Rep

CA Number

Responded By Matrika
Response Date 8/23/02
Resolution 8/23/02

Customer stated he wanted 10 place a relay call but the CAs were not answering. The
Customer also stated he dialed the relay access number at least 3 nmes but could not get
through 1o a CA.

Customer Service verified the relay access number the caller was diahng and informed the
caller that the relay was experiencing high call volumes and suggested that the Customer stay
on the hine for the next available CA.

On B:23-02- LRS was i compliance with the FCC rule that states 835 percent of all relay calls
must be answered within ten scconds. (95% of calls were answered within {0 seconds on this
dav))

Service Complaints--
Ringing/No Answer

Inquire Dute 3/29/03
Record ID 7499

Call Tuken By Lead CA
CA Number 1240
Responded By Chiis
Response Date 3/29/4013
Resolurion 3/29/03

The Customer called into the relay and received a recording that said, "pls hold for the next
CA™. She was very upsct that she received thes recordimg and feels the relay 1s not doing s
job properly. She was also upset thal upon connecting, the CA asked her to repeat.

Customer Service apologized and explamed that the relay was experiencing high traliic
volumes al that fime and suggested the Customer stay on the line for the next available CA.
Customer Service explained that if she hung up. she would losc her place in the call queue.

The Customer deelined a follow up call regarding the CA inquiry and said that she would try
her call again later.

Fhe CA was counseled and explained that he did not hear the last digit of the phone number
the Customer wanded 10 call and the CA asked her to please repeal.

On 3/29/03- 1.RS was m comphance with the FCC rule that states 85 percent of all relay calls
muxi be answered within ten seconds. (89% of the calls were answered within 10 seconds on
this day.)

Technical Complainis--Busy
Signal/Blockage

Inguire Date 6/25/02

Record 1D 6696

Cull Taken By Customer Service
Mpr

CA Number

Responded By Amy

Response Date 6/25/02
Resolution 6/25/02

Customer reporied he was unable to access the relay TTY line.

Cusiomer Service informed the Customer that we were experiencing technical difficulties and
instructed the Customer to call the Louisiana Relay Service Voice number as an alternative
unul all lechnical ditficultics were resolved.

It was determined that AT&T. Hamilion's 800 provider, inadvertently disconnected several of
Hamilton s relay access numbers. All automatic rerouting to another Hamilton center was also
disabled by AT&T.

Technical Complaints--Busy
Signal/Blockage

Inguire Date 6/25/02

Record 1D 6697

Cull Tuken By Customer Service
Mypr

CoA Number

Responded By Amy

Response Dare 6725/02
Resolunion 6/25/02

Customer reported he was unable to access the relay TTY hine.

Customer Service mformed the Customer that we were experiencing lechnical difficulties and

istructed the Customer to call the Louisiana Relay Service Voice number as an alternatrve
untl all technical ditficulties were resolved.

[t was deternuined that AT&T, Familion™s 800 pravider, inadvertently disconnected several ol
Hamilton™s relay access numbers. All automatic rerouting 1o another 1 tamilton center was also
disabled by AT&T.

Louisiana Complaint Report
June 1, 2002 — May 31, 2003
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Technical Complaints--Busy
Signal/Blockage

Ingquire Dare 6:25/02

Record ID 6708

Cull Taken By Customer Sevviee
Rep

CA Number

Responded By Deborak
Response Date 6/25/412
Resolution 6/25/02

Customer reported he was unable 1o access the retay TTY line.

Customer Service informed the Customer that we were experiencing technical difficulties and
structed the Customer 1o call the Louisiana Relay Service Voice number as an aliernative
until all vechmeal difficulties were resolved.

Tt wax delermined that AT&T. Hamilton's 800 provider, madvertently disconnected several of
Hamillon's relay access numbers. All automatic rerouting to another Hamilon center was also
disabled by AT&T

Technical Compluinis-—-Busy
Signal/Blockage

tnguire Date 6/30/02

Record 1D 6710

Call Taken By Customer Service
Rep

C4 Number

Responded By Deborah
Response Date 6/25/012
Reselution 6/25/02

Customer reporied he was unable to access the relay TTY line

Customer Service informed the Customer thal we were experiencing lechnical difficulties and
mstructed rthe Custemer to call the Lowsiana Relay Service Voice number as an alternative
until all technical difficulties were resolved.

It was delermined that AT&T. Hamilion’s 800 provider. inadvertently disconnected several of
Hamilton’s relay access numbers. All automatic rerouting to another Hamilton center was also
disabled by AT&T.

Technical Complaints--Busy
Signal/Blockage

Inguive Date 6/25/02

Record 1D 6711

Cull Taken By Customer Service
Kep

CA Number

Responded By Dehorah
Response Date 6/25/02
Resolution 6/25/02

Customer reported he was unable o aceess the relay TTY line.

Customer Service informed the Customer that we were experiencing technical difficulues and
instructed the Customer to call the Louistana Relay Scervice Voice number as an alternative
until all 1echnical difficuluies were resolved.

[t was determined that AT& L. Hamihon's 800 provider, inadvertently disconnected several of
Hamilton’s relay access numbers. All automanc rerouting 1o another Hamilton center was also
disabled by AT&T

Technical Complaints—-Busy
Signal/Blockage

Inquire Date 672502

Record 1D 6712

Call Tuken By Customer Service
Rep

CA Number

Respanded By Peboral
Response Date 6/25/02
Resolution 6/25/02

Customer reported he was unable 1o access the relay TTY line.

Customer Service itformed the Customer that we were experiencing technical difticulties and
mstucted the Customer to call the Louisiana Relay Service Voice number as an alicrmative
until all technical difficullies were resolved.

[t was determuined that AT&T. Hamilton's 800 provider, inadvertently disconnccled several of
Hamilion's relay access numbers  All autematic rerouting to another Hamilton center was also
disabled by AT&T

Louisiana Complaint Repore
June I, 2002 - May 31, 2003
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Technical Complaints--Busy
Signal/Blockage

Inquirve Date 6/25/02

Record ID 6713

Call Taken By Customer Service
Rep

CA Number

Responded By Deborah
Response Dute 6/25/02
Resolution 6/23/02

Customer reported he was unable 1o access the relay TTY line,

Customer Service informed the Customer that we were experiencimg technical difficulties and
instructed the Customer to call the Louisiana Relay Service Voice number as an alternative
until all technical difficulties were resolved.

It was deernuned that AT&T. Hamilton's 800 provider, madvertently disconnecled several ot
Hamilton's relay access numbers. All automatic rerouting to another Hamilton center was also
disabled by AT& 1.

Technical Complaints--Busy
Signal/Blockage

tnquire Pate 6/25/02

Record 1D 6715

Call Taken By Customer Service
Rep

CA Number

Responded By Cara

Response Date 6/25/602
Resolution 6/25/02

Customer reported he was unable to access the relay TTY line.

Customer Service intformed the Customer that we were experiencing technical difficulties and
instructed the Customer 1o calt the Louistana Relay Service Veice number as an alternative
until all techmeal difficuluies were resolved.

It wus determined that AT&T, Hamillon’s 800 provider, inadvertently disconnected several of
Hamilion's relay access numbers. All gutomatic rerouting to another Hamilton center was also
disabled by AT&T.

Technical Complaints--Busy
Signal/Blockage

Inguire Date 6/25/02

Record 1D 6716

Cull Taken By Customer Service
Rep

CA Number

Responded By Cara

Response Date 6/23/02
Resolution 6/25/02

Customer called on behalt of a family member. The tamily member was unable to access the
relay TTY line

The Customer Service Manager informed the Customer that we were experiencing technical
difficutties and imstructed the Customer o call the Louisiana Relay Service Voice number as
an alternative undl all technical difficulties were resolved.

It was deternuned that AT&T, Hamilion's 800 provider, inadvertently disconnected several of
Hamilton s relay access numbers. All automatic rerouting to another Hamilton center was also
disabled by AT& T, The caller understood.

Fechnical Complaints--Busy
Signal/Blockage

Inguire Date 6/23/02

Record 1D 6717

Call Tauken By Customer Service
Rep

CA Number

Responded By Cara

Response Dare 6723402
Resolution 6/25/02

Customer reported he was unable to access the relay TTY hine.

Customer Service informed the Customer that we were experiencing techmical difficulties and
instructed the Customer 1o call the Louisiana Refay Service Volce number as an alternanve
until all technical difficulties were resolved.

It was determined that AT& 1. Hamilion's 800 provider, inadvertently disconnected several of
Hamtlion’s relay access numbers. All automatic rerouting to another Hamulton center was also
disabled by AT&T.

Louisiana Complaint Report
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Technical Complainis--Busy
Signal/Blockage

Inguire Duate 6/23/02

Record ID 6718

Call Taken By Customer Service
Rep

CA Number

Responded By Cara

Response Date 6725402
Resolution 6/25/02

Customer reported he was unable to access the relay TTY line.

Customer Service informed the Customer thal we were experiencing technical difficulties and
mstructed the Customer to call the [ouisiana Relay Service Voice number as an allemative
until all 1echnical difficulties were resolved.

Itwas determined that AT& T, Hamilton™s 800 provider, inadvertently disconnected several of
Hamilton's relay access numbers. All automatic rerouting to another Hamilton center was also
disabled by AT&T.

Technical Complainis--Buysy
Signal/Blockage

Inguive Date 62502

Record ID 6719

Call Taken By Customer Service
Rep

CA Number

Responded By Cara

Response Date 6/25/42
Resolution 6/25/02

Customer reported he was unable to access the relay TTY line.

Customer Service informed the Customer that we were experiencing techmical difficultes and
instructed the Customer to call the Louisiana Relay Service Voice number as an alternative
unil all techmieal difficulties were rexolved.

It was determined that AT&T. Hamilion's 800 provider, inadvertently disconnected several of
Hamilton s relay access numbers. All automatic rerouting to another Hamilion center was also
dizabled by AT&T.

Technical Complainiv--Busy
Signal/Blockage

Ingquire Date 6/25/62

Record 1D 6720

Call Taken By Customer Service
Rep

Cq4 Number

Responded By Caru

Response Date 6725702
Resolution 6/25/02

Customer reported he wax unable to access the relay TTY line.

Customer Service mformed the Customer that we were experiencing technical difticulues and
instructed the Customer to call the l.ousiana Relay Service Voice number as an alternative
until all 1echnical difficulties were resolved.

[t was determined that AT& T, Hamilion’s 800 provider, inadvertently disconnccted several of
Hamillon’s relay access numbers. All automatic rerouting to another Hamilton center was also
disabled by AT&T.

Technical Complaints--Line
Disconnected

Inguire Dare 1/22/03

Record 1D 7322

Call Taken By Customer Service
Rep

CA Number 1141

Responded By Muatrika
Kesponse Date 1722/03
Resolution 1/23/03

The Customer reported that the CA hung up on her.

Custamer Service apologized for the inconvenience and assured her the incident would be
mvestgated. Customer Service also asked the Customer it he/she would like a retumn call.
The Customer hung up belore giving any contact information.

[he CA explained that the system logged her out automatically during the call. The incident
was documented properly and the technical department was notificd immediately.

[t was determmed by the Techmical Department that one of the telecommunication facilities
was disabled The circuit was up within six minutes. All calls were automatically rerouted 10
another cender
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Techuical Complaints—-Line
Disconnected

Inquire Date 1/22/03
Record 1D 7324

Call Taken By Supervisor
CA Namber 1196 M
Responded By Frederiku
Response Dare 1/22/03
Resolution 1/23/03

Uhe Customer reported that the CA hung up on her.

Customet Service apologized for the inconvenience and assured her the incident would be
mvestigated. Customer Service also asked the Customer if hefshe would like a return call.
which the Customer declined.

The CA explained that the system logged her out automatically during the call. The incidem
was documented properly and the echnical department was notified immediately.

I was determined by the Technical Department that one of the telecommunication facilitics
was disabled. The circuit was up withm six minutes. All calls were automatically rerouted to
'dﬂ(’lh(‘l center

Techunical Complaints--Line
Disconnected

Inguire Darte 3/2/03
Record ID 7431

Cull Taken By Lead (4
CA Number 1166
Responded By Derek
Response Date 372/03
Resolurion 3/5/03

The Customer reported that when she called into the relay the CA asked her to repeat the
number she wanted to call. The CA then typed, "CA here hello are you there GA™. When she
was piving the CA the number Lhe second time, she heard a beeping in the phone. The
Customer inquired why the CA could not hear her.

Customer Service apologized to the caller and assured her the incident would be investigated.
It was determined by the Technical Department that the Custemer had disconnected the hine.

The CA had followed correct procedures,

Customer Scrvice called the Customer back, who was satisfied with the information given.

Technical Complaints--Line
Disconnected

Ingquire Date 3/8/03
Record 1D 7450

Cull Taken By Lead CA
CA Number

Responded By Jenna
Response Date 3/8/03
Resolution 3/8/03

Customer reparted that the CA stopped responding during his call.
Customer Service idormed the Customer that there had been (echnical problems at the
worksration and apologized for the inconvenience. The Customer was satisified with the

information given and stated he would call back into the relay to place his call again.

The Lead CA who assisted with the call explained that she was called over to the workstation
becausc the keyboard was not working properly. The workstation had to be restarted.

The CA was counseled by a supervisor to ensure that all procedures were followed.

Technical Complaints—-Line
Disconnected

Inguire Dare 1726/03
Record 1y 7332

Call Tuken By Supervisor
CA Number 1101
Responded By Fredie
Response Date 1726703
Resalution 1/727/03

The Customer slated she placed 4 call to her daughter. During the call the CA stopped
respondmg. The Customer waited and asked the CA whar was going on but the CA kept
saying hello. Then. the call went dead.

The CA was counseled and explained that she was having technical difficulties at her
workstation. In the middle of the call she could no longer hear the voice user. She informed
the TTY user that she was having difficulties and that the Customer would have to call her
back. A supervisor assisted with the call, restarted her workstation and checked the CA’s
headset to cnsure that it was not damaged.

Customer Service returned the Customer’s call. The Customer appreciated the call and said
she would call again if she had addinonal difficultics.

Phe CA was counseled by a supervisor to ensure that all procedures were followed
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Technical Complaint—Equal Customer reported that long distance calls had been charged to his number, which appeared on

4ecess his telephone bill. He stated he does not have a long distance carrier and did not make any
long distance calls. The Customer stated that o CA used his long distance "illegally”.

Inquire Date 3/17/03

Record 1D 7470 Customer Scrvice apologized and informed the Customer thar the malter would be

Call Tuken By Customer Service mvestigated. Customer Scrvice asked him ro fax or mail a copy of his phone bills. He sent a
Rep ' copy of his hills 1o the Customer Service Department. A check of his Customer Profile

CA Number 1232 revealed that ie had requested 1o have s long distance carrier removed from his profile, but
Responded By Marrika that he had not requested a long diilancc block. The CA was not at error. His long distance
Response Date 31703 carrier was re-entered into the proh]c with restrictions on long distance calls as requested. The
Resolution 372803 Custemer was given a credit of 23 cents
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